30
Feature is insufficient, saying that 'within the context of a rapidly changing healthcare environment and associated changes in knowledge and practice, a periodic re-examination of individual's competence is might be necessary to ensure safe practice '. in the UK, the nHs knowledge and skills framework (Department of Health (DH) 2004) stipulates communication as a core required skill.
Promoting good communication
ensuring nurses' competence in a range of skills can be challenging when ongoing assessment is not compulsory. However, from a professional perspective, all nurses must ensure that they have the skills and knowledge required to practise at a competent level, and nurse managers have a degree of responsibility to ensure standards are maintained.
nurse managers can ensure that staff are skilled and effective communicators by making sure that: ■ ■ Competent staff are recruited (HiQa 2010 
Conflict management
One area in which nurse managers' communication skills are frequently required is conflict management. this can arise as a result of inadequate communication (Brinkett 2010 ) and result in intrapersonal conflict, that is conflict within oneself, or interpersonal conflict, that is conflict with others. Brinkett (2010) categorises conflict according to its development: within and between nurses; between nurses and other healthcare professionals; or between nurses, patients and patient's families.
Physician-nurse conflict, according to Brinkett (2010) , commonly accompanies ethical decision making that concerns, for example, end of life care, but is also common in operating theatre departments. Conflicts can arise over facts, methods, goals and values, out of difference in professional opinion or through role changes. Brinkett (2010) highlights that conflict in healthcare contexts can be costly in terms of care outcomes and can result in errors and poor care, and that persistent conflict can have long-term effects on individual and group morale, job satisfaction and performance. therefore, from nurse managers' perspectives, conflict management skills are important in the workplace.
One of the important elements to conflict prevention or management is ensuring workplace environments are such that nurses feel free to speak out when difficulties arise, so nurse managers need to be aware of problems and instigate timely conflict-resolution plans. nurse managers have to confront conflict situations directly to be able to manage them and doing this requires moving through several phases. Milstead (1996) describes the three phases as: ■ ■ information seeking, in which managers need to find out more about a situation and what is going on. ■ ■ Planning an appropriate venue. ■ ■ allowing time for conflict resolution. Resolution of the conflict takes the form of a discussion that focuses on the problem. specific actions required should then be agreed by all parties. it is also useful to take notes during meetings as a record of what is agreed.
Conflict resolution

Self-awareness
self-monitoring of communication skills is an important element for nurse managers to consider, not only when resolving conflict, but also when role modelling good communication behaviours. they need to be aware how the way they communicate can affect others: Rosenblatt and Davis (2009), for example, suggest that, because managers are in relative positions of power, they can come across as intimidating. People often act defensively when they feel intimidated, so Rosenblatt and Davis (2009) advise managers to be aware of how they come across and adjust the way they communicate by being more self-aware, and by evaluating and monitoring their own communication skills.
With regard to the transformation of nurse management in the nHs, tourish and Mulholland (1997) suggest that 'a crucial dimension to this process is how nurse managers evaluate the quality of their relationships with their staff, how they monitor their own effectiveness as communicators and how they put in place systems which enable them to systematically improve relationships and communication'. the process of becoming aware of how we communicate as individuals is challenging (McCabe and timmins 2006). Burnard (1997) describes self-awareness as 'a continuous and evolving process of getting to know who you are' and says that, although humans possess awareness of self, this ability can be explored and developed to improve communication skills.
in this context, nurse managers need to consider their interactions with colleagues within a formalised reflective cycle such as that proposed by Gibbs (1988) , an adapted version of which is shown in Box 3. this reflection can help managers to analyse how they communicate and identify areas for improvement. Managers, like anyone using such frameworks, should focus on themselves rather than on other people, and maintain confidentiality.
Rosenblatt and Davis (2009) agree that managers should use self-development to improve their communication skills and suggest rehearsing difficult interactions by videotaping themselves and analysing the recordings to see how they can perform better.
the focus of any analysis, whether a taped communication or a structured reflection, should be to determine whether interactions can be more person-centred. to do this, nurse managers should consider the extent to which they exhibit the following behaviours: approachability, respect for the other person, friendliness, appropriate humour, openness, willingness to listen, and evidence of having listened and taken the person seriously (Rosenblatt and Davis 2009 
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